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1 absolute necesgity?
2 MR. REGAN: Is that your gquestion?
3 COUNCILMEMBER JOHNSON: Yes.

4 MR. REGAN: Okay. You know, I wish that Lance had stuck
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around to answer that. He could have given you more
specifics. But, you know, when I -- when I came
into this Administration in January, you know, I was
~- I was handed a department which, you know, I feel
is made up of very talented people. But in
reviewing the wvarious programs, there were a few
programs that I felt needed some help. They were in
need of some help.

And Real pProperty Tax, the Real Property Tax
Program, ycil know, 1s -- 1is now head up by a new
administrator, and we are currently reevaluating and
going through a reorganization process of the Real
Property Tax Proygram. And these two positions that
you see here that are allocated for the Real
Property Tax Prcgram that we're asking for you to
consider and its expansion are for that
reorganizaticn.

As you kiiow and -- and all of -- all of the
Council Members know and understand, Real Property
Tax is the most important program within probably,
I'd like to say, within the whole County, but at
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least within the Department of Finance in the fact
that they are the ones who basically make sure we're
getting our money. And we're making -- making sure
that they -- we get the right amount of money
through these taxes that are generated. So it's
important that we give them the tools to be able to
do that job effectively.

I know we've had discussion in the past in
terms of whether or not they are doing their job
effectively. And I think if you look at it, part of
the reason may be that, you know, they're -- they're
also being stretched. And this reorganization that
we are 1n the process of -- of getting approved will
definitely help improve their overall performance.
So I desperately ask you to, if you're going to
reduce, I hate to say this to -- to Lito because --
but, please, strongly consider the Real Property Tax
positions as important as -- as all of them are, but

a little more so, I think.

COUNCILMEMBER JOHNSON: And that's why I ask the question,

because if -- you know, obviously we just learned of
a, let's say, shortfall in another part of the
budget and we're -- budget we're already behind by,
you know, let's say, a little over $3 million
starting out. So we have to be very objective in
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what we're looking at and be realistic. So I'm --
that's why I'm going to ask you those questions.
And I intend to ask them of other departments as
well.,

MR. REGAN: Sure.

COUNCILMEMBER JOHNSON: The other guestion that I have,
because I know that we're in the process of
transferring the Ocean Recreation Permit Issuance to
elther Parks or another department, and I'm not
really sure where that's going, but I know that a
lot of times 1t -- 1t is a little bit of a problem
when you're trying to issue and answer all the
dquestions. And csometimes even Jjust checking to make
sure that the forms are properly completed and the
compliance requirements, that takes a great deal of
time. Would .t help having that function
transferred out as quickly as possible so that would
reduce some of the workload?

MR. VILA: Short ansgwar?

COUNCILMEMBER JOHNSON: Yes.

MR. VILA: Definitely not. Yes, it would. Right now I
believe we have about 40 something to 50 ocean rec
permits. And at this point the -- the best way we
can do 1t is accept the application. And the
service reps that I have at the front at this point
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-- but I don't have the luxury of time to bring
them in and train them on all the business types of
transactions, licensing, et cetera, so they --
they're the conduit for accepting the applications.
And unfortunately, the person that has tc ride herd
on those application process, monitoring, making
sure of all the compliance is my supervisor, and
that -- that takes away from her functionality.

And as we know, I appreciate what you went
through and the Committee, it's a very vocal, very,
I guess, detailed thing to do, because there's a lot
of ifs, ands or buts, wants and needs that they
want. And, you know, on a given day she might talk

to five to ten people --

COUNCILMEMBER JOHNSON: Uh-huh.

MR. VILA: -- twenty minutes each, and that's a

substantial amount of time. So it would help,
definitely help my operation out not only in terms
of helping out the operation, I think it would also
relieve a lot of the frustrations that are being
experienced by those activity -- people that are
running the activities and the public.

And also, I'll make sure that it is being
administered and run and monitored and enforced for

the best interest of the public that are taking
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advantage of those. Because there's a lot of things
that are going on out there that I'm sure you're

aware of that can be better resolved and handled.

COUNCILMEMBER JOHNSON: And I -- I really appreciate

that. And I -- I know that we are in -- even though
the function is one of administration, we are having
our Corporation Counsel representative go through
that as expeditiously as possible. Because I -- I
have been working on this for so long, but I'm not
an attorney, so I -- believe me, I would've had it
done a long while ago had it been up to me. But,
you know, we -- we have to depend on those who have
that expertise. And so I will, once again, with,
you know, our staff and perhaps myself again
personally try to follow up and see that that is at
least being expedited so that that will reduce the
workload in that area. And hopefully, that will
help alleviate some of the pressure. Thank you,

Mr. Chair.

CHAIR HOKAMA: Thank you. Mr. Kane?

COUNCILMEMBER KANE: Mr. Chair, what are your intentions

as far as for time on this --

CHAIR HOKAMA: We're ¢oing Lo --

COUNCILMEMBER KANE: -- today's meeting, as well as for

this department as far as them coming back?

RALPH ROSENBERG COURT REPORTERS, INC.
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CHAIR HOKAMA: More than likely we'll be bringing them
back maybe Thursday --

COUNCILMEMBER KANE: Thursday?

CHAIR HOKAMA: ~- to finish up the department. But we're
going to finish up this round --

COUNCILMEMBER KANE: Okay.

CHAIR HOKAMA: -- and¢ then we will be adjourning shortly.

COUNCILMEMBER KANE: Thank you, Mr. Chairman. Actually, I
just want to meke a short comment. We're wondering
-- and I think, Mr. Regan, your comments about not
knowing or not -- you didn't say this, but not
having the crysztal ball to see what the impacts are
of cutting back operations, in this case it seems
pretty significant, I think all you have to do is
look right next to you. And I think Lito can tell
you that -- because in their case, it went the other
way. They increased their service with the same
amount of people 1s basically -- you're saying the
same thing.

And now we're dealing with both of you coming

to us and saving this is a desperate situation. And
I think the long-term ramifications of decreasing an
operation may end up later on, we're dealing with
increased manpower to deal with burnout, to deal

with morale, to deal with all the things that come
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along with that. 30 fHr me, anyway, and it's just

an observation., we -- we may not need to look too
far to -- to kind of figure out that we need toc be
careful. And so I don't -- yvou know, I -- I guess I
don't understand the logic of -- of -- if 1t was

trying to achieve a cercain dollar amount in the
overall scheme of things for the budget, then so be
it.

The other point I wanted to make was with
respects to Motor Vehicle, Real Property. I think
-- I think -- T think Lito could accurately describe
what it was and what it is and the difference
petween the two being down in the gym and what we
have now. So 1 don't see us being worse. I think
we're -- we're a whole lot better than what it was,
but we still -- we still have a ways to go,
obviously.

And I -- and 7T know this Council is going to
be -- and this Committee especially, will be looking
very hard at this. Because we've been supportive
throughout the years in making sure that we provide,
you know, the more efficient service and the quality
service that we're trying to get to the -- the folks
out there, the citizenry. I try to stay away from

calling them customers because they are citizens.

RALPH ROSENEBERG COURT REPORTERS, INC.
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And it's not about the mchey part, it's about
serving them wich -- with these services.

My question is the expansion area on the --
on the salaries, 1s that a reflection of what, nine
months, eight months, that's an eight-month
reflection? Eight months, yeah? Okay. So I guess
we would have to -- now the greeter part that you're
talking about -- and maybe this isn't even a
necessary question, especially given the time, but
I1'11 just say it because it's on the top of my
head. As you're describing the greeter part, it
seems like the greeter -- probably the most
appropriate greeter would be the person who's been
there a while already, has all the experience, and
kind of know second nature already where things got
to go versus putting somebody who's brand new right
in the front, first person you meet and --

LA: Yeah, if I could comment? You're --

LMEMBER KANE: Yeah, glease do.

LA: -- you're -- you're exactly correct. The
person that has to greet is not someone -- you can
start them off, but we'd have to provide training
for that person. You don't want -- the worst thing
you want is to have a greeter out there that don't

know what thev're doing, they send them away, and
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they come back and Lli¢ person is -- the citizenry is
twice as mad bocause they got bounced out of there
and -- and with the wrong information. You want
them to come kack with the correct information.

And l've put in for one. But to staff that
position, I wi_.l have to rely on some of the

existing servire representatives to backfill when

that person ig »ut on leave. So I've accounted for
that as far as tii2 -- I guess the way -- the way
it's going w0 -- as far as the coverage of the

interchangealility of my service reps at the front
counter to provide backfill or support for that
person during kreaks and during lunch --

COUNCILMEMBER KANE: Uhk-huh.

MR. VILA: -- and leaves --

COUNCILMEMBER KANE: Uh-huh.

MR. VILA: -- and vacations. So it -- it kind of ties in
together, yeah?

COUNCILMEMBER KANE: Yeah.

MR. VILA: But theoretically, you want somebody that
services the customer at the counter level to be the
person out there, because they know all of the

routine questicng and all of the documents and how
to --
COUNCILMEMBER KANF: Been there, done that.

RALPH RNSENBERG TOURT REPORTERS, INC.
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1 MR. VILA: -- help that person.

2 COUNCILMEMBER KANE: Mr. Chair, the other gquestion that

-- and this is the question and I apologize,

Mr. Chairman. It's kind of a long day. The

CTO/vacation issue, is that -- is that an
administrative policy that you folks -- or is that a
negotiated item on a contract or -- can you clarify
that?

9 MR. VILA: With every overtime, it's actually the

10

11

12

decision of that employee whether they're going to
take it in pay or compensatory time. I cannot

control that --

13 COUNCILMEMBER KANt£: Uh, uh-huh.

14 MR. VILA: -- okay? And to date, I mean, a lot of my

15 staff have bundles of CTO time. But they're so

16 conscientiocus, that they try not to take it because
17 they know they need us. I get into fights with our
18 Administration here because they're gquestioning,

19 hey, if you have somebody on vacation, how come --
20 on this date or CTO, how come you need them to work
21 overtime. You... well, because I'm backlogged.

22 Either I do it or I don't, you know. So --

23 COUNCILMEMBER KANE: Do it now or do it more later, right?

24 MR. VILA: Right. Because --

25 COUNCILMEMBER KANE: Yeah.

RALPH ROSENBERG COURT REPORTERS, INC.
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COUNCILMEMBER KANE: Yeah.

MR. VILA: -- theoretically, in a perfect world, i1f you
have somebcdy going 5n vacation for two days out of
the week, you shouldn't bring them in on a Saturday
TO work overtime.

COUNCILMEMBER KANE: Uh-huh.

MR. VILA: But I dc¢ not have that luxury. If they're on
sick or vacatior: three days and I have to catch up
on a Saturday, and they're one of the few --
cvertime is voluntary -- that can come in, I have to
use that indiv.dual to catch up, which then feeds
the cycle --

COUNCILMEMBER KANE: Right.

MR. VILA: -- because that person is goling to earn more
CTO and it 7ust is never ending.

COUNCILMEMBER KANE: Nkay. Thank you, Mr. Chair.

CHAIR HOKAMA: Thank you. Mr. Carroll? Mr. Pontanilla?

COUNCILMEMBER PONTANTLLA: Yeah, Mr. Vila, coming back to
CTO and vacation time, what is the maximum days that
are allowed for employees to, I guess you call them,
bank?

MR. VILA: For vacations, it's 90 calendar days. I have a
handful of emplcyees that are currently at 87 days.
And they have to take 21 days by the end of the year

or lose it. And they 're really stretched to find

RALPH ROS:NBERG COURT REPORTERS, INC.
(808) 524-2090



BF 3/17/03 218

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

Lime to take 1t. But. then I have the full range of
-- CTO, there': really no cap on the amount of time
they try to use it. The big difference is vacation
is limited to one-hour interval minimum, CTOs by
gquarter hour.

CCUNCILMEMBER PONTANTLLA: Okay. What is your, I guess,
total organization in regards to the Motor Vehicle
Registration and Licensing presently, how many
employees do you have running that department?

MR. VILA: Currently 1 have 3Z2.

COUNCILMEMBER PONTANILLA: Thirty-two?

MR. VILA: Thirty-two, which includes myself and everyone
else below me for -- that's paid by the County.

COUNCILMEMBER PONTANILLA: So every one of them do the
motor vehicle registration and licensing then for --

MR. VILA: Every one of -- all of the service reps are
Cross -- cross-trained or in different stages of
cross-training. For those of you that are not
familiar, we used to have Driver Licensing as one
entity, Motor Vehicle as one entity. And if Driver
Licensing wes slow, they'd be twiddling their
thumbs, while Motor Vehicle Registration was busy
with the line. The satellite office, vou really saw
that. Now they're cross-trained, so you can go to
any one of them. Most of the people are

RALPH ROSENBERG CQURT REPORTERS, INC.
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crossed-trained. The newer ones are not.
I'm also cross-training my people from the

back to be able to backfill the front. But when I
do that, grab Peter from the back to pay -- help
Paul at the front, there's a chain reaction because
I have to put off processing mail, filing, et
cetera. So it's 32 people.

COUNCILMEMBER PONTANILLA: Okay. As far as the overtime
that is projected for Fiscal Year '03, it's 141
hours -- 141,000 hours.

MR. VILA: Dollars.

\C£% Dollars.

COUNCILMEMBER PONTANILLA: ©h, dollars. Oh, okay. And
that equates to how many hours? Unless you have the

overtime hours, that would be more easy.

{
D'?:  That's 5,000 hours.

MR. VILA: 1It's 5,800 hours, total.

COUNCILMEMBER PONTANILLA: Okay. That's the number of
overtime hours‘that is projected for '03.

MR. VILA: Projected CTO --

COUNCILMEMBER PONTANILLA: Uh-huh.

MR. VILA: -- wait now. Well, I have actual year to date
through December on overtime and CTO, so I could
read that off to you. Overtime was one thousand --
well, say, 1,136 hours for overtime. CTO was 1,197

RALPH ROSENBERG COURT REPORTERS, INC.
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hours. And then I've pretty much just projected
double that to say, hey, this is given the same
situation, I saw no change, as a matter of fact, it
got a little worse because I lost one more body, so
pretty much double that to come up with the

$141,000.

COUNCILMEMBER PONTANILLA: Normal employee, what's their

projected hours, is it still 20, 80 per employee?

MR. VILA: The -- I guess under the 0l1ld system, they earn

25 -- 21 days of vacation and sick per year. The
newer ones, the new hires, it has been reformed for
the first six months, I believe, but I don't know if
it's still true, they're not able to take any
vacation or any leaves until they pass the initial
probationary period. I don't know 1f that has
changed or not.

And there's actually -- we -- I hired, T
think, five or six new employees. And that actually
helped us during the first half of the year because
it -- it kind of gave us a little bit more staffing
to work with, because they were not taking as much
vacation or they couldn't take vacation or sick
during their initial probationary period. So that
helped me with my staffing throughout the first --
their first six month:.

RALPH ROSENBERG COURT REPORTERS, INC.
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And the other thing that we've done was we've
worked with the employees, and a lot of them given
the situation we were in and with the reorg and
trving to, I guess, refine our operation at the
service center, some of them have curtailed and gave
back their wvacations voluntarily. And now it's to
the point that, okay, we -- let's start taking the
vacation. So again, we're -- we're just delayving

the inevitable.

COUNCILMEMBER PONTANILLA: So as far as the calculations

Lo increase your department, nine, basically you are
looking at the overtime hours that was expended, the
CTO hours that are due to the employees, plus their

vacation time.

MR. VILA: Uh-huh.

COUNCILMEMBER PONTANILLA: And the reason why I asking you

MR.

all these dgquestions is that, you know, when you look

at nine bodier, that equates to almost like 18,000

hours. I don't know how many hours of vacation time
you have on the books as far -- as well as CTO. You
know, nine bodies is a -- 1s a lot.

VILA: Yes, I -- I agree. But I really -- when I

looked at it, I didn’'t equate it in that fashion. I
equated it -- for example, I put in for two
examiners, driver license examiners, because the

RALPH ROSENBERG CCURT REPORTERS, INC.
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need 1s coming in. Right now our examiners are not
incurring overtime. TIt's just to meet -- meet the
demand. I put in one for the call center, which I'm
not running overtime in that section. It's Just to
increase and deliver the -- our service delivery,
change i1t to a manner that's more efficient for the
customer.

The ¢oreeter, there's no overtime in that
because we're not running a greeter now. So that's
purely an expansion position. And you'll have to

decide whether or not we want to, I guess, deliver

our services in that matter. So the balance of the
service reps -- so tha*'s how many, two, four
positions. 32 it's actually -- and the satellite --

the Kihei office has an expansion position of one
more. I'd like to take the -- that office from two
to three because it really needs it, so that's five
positions. So all I'm left with is the four. So
that would ke kind of. to me, more comparable to the
overtime. Whether or not -- and that will help us
with the satellite reliefs, et cetera, and
maintaining the -- the service levels that we have.
And we will still have continued volume in
mail, correspondence. We're trying to take our
services out to the customer. Pretty soon we'll be

RALPH ROSENBERG COURT REPORTERS, INC.
(808) 524-2090



BF 3/17/03

10

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

223

doing motor vehicle registration on-line via the
internet, ckay? We have recently changed the law to
allow for driver licenses to be renewed by mail
while vou're in the State, so you don't have to come
in. We've put in that DMVL e-mail address, which we
-- we're getting e-mails from Canada, from New

York, from, you know, the other states, other
counties within -- within the counties. So that is
working. We're trying to get out there.

So I don't know what the overall impact will
be, but it will certainly make a good dent as far as
the -- the overtime, I feel. Because the other
thing that we're purposely doling because we don't
have the staffing is, I'd like to get the renewals
come in, okay, the revenues deposited asap, so they
can get in the bank so we can collect it. At this
point in time come -- come towards the end of the
month, I have to delay the next month's one because

I have to catch up on the present month. In that

way, we're -- we're not depositing the monies quick
enough to realize that -- you know, the additional
interest.

COUNCILMEMBER PONTANILLA: Right now you say you're

running Kihei with two personnel. You want to add

one more. And that would get you to five days a
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week or are you doing it five days a week now?
MR. VILA: I'm doing it four days a week now. It's ten

forty -- 8:00 to 10:45, 12:00 to 3:30.
COUNCILMEMBER PONTANFZLLA: Will that take you to five?
MR. VILA: With that, I'd like to take it to five. And

with the three people in that office, then I can

look at -- during their breaks and lunch period, I
can keep two back and have -- while one goes out to
lunch. So I can stagger them and -- and then expand

the hours from 3:00 till 3:30 or whatever time, and
-- and that way 1t's continuous. Because the
biggest -- the other source of complaints is, how
come you're closed when I'm at lunch and I can't go
there. Same thing at the service center, we are
staggering our lunches to accommodate. But
unfortunately, the -- the volume that comes in
during those times, sometimes we can't meet up and
people end upr waiting over an hour.

COUNCILMEMBER PONTANILLA: QOkay. And in Lahaina, your
staffing in Lahaina is okay?

MR. VILA: Well, Lahaira is a different situation. I feel
Lahaina needs mcre. I didn't put in for it because,
number one, vhysically the office cannot accommodate
it. The next step for Lahaina that I'd like to see
probably is to get a bigger facility. Right now one
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of the counters services the citizenry through a
window where they wait outside, while driver
licensing pecple get to come in the office.

In order to run that office more efficiently,

I need to have a common area where both customer

types can come into the office to get their service,

not split. What I'm having them do since they're
cross-trained is the Driver Licensing person, when
they have no one in there, go out into the lobby and
say, 1s there anyone here for renewal, I can help

you, and walk them in. So physical plan-wise, I'm

-- I'm limited in Lahaina.

COUNCILMEMBER PONTANII.LA: Okay. Thank you. Thank vou,
Mr. Chair.

CHAIR HOKAMA: Thank you, Mr. Pontanilla. And its been a
long day, Members, so we'll -- we'll be wrapping up
shortly. Mr. Regan, Council made specific
appropriations fcor a -- a person to be assigned to
the GASB-34 Program. Wno is that person?

MR. REGAN: Was that appropriation made to the Department
of Finance or was 1t to the Department of the Mayor?

CHATIR HOKAMA: That's, I think, in the Mayor's Office, but
we would think that that would support your efforts
since GASB-34 is part of, you know --

MR. REGAN: Uh-huh.

RALPH ROSENBERG COURT REPORTERS, INC.
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CHATIR HOKAMA: Would it impact your -- your -- I guess
your account gide, yeah --

MR. REGAN: Uh-huh.

CHAIR HOKAMA: ~- division. Is there somebody that's in
the Mayor's Office that you work with or someone
that's assigned from the Mayor's Office and in your
department?

MR. REGAN: I believe Lance at one time was the GASB-34
person. And I -- I think now it is David Ching, who
is out of the Mayor's Office, is now handling the
GASB-34.

CHAIR HOKAMA: Okay. Well, I -- I know he's assisting the
Mayor with CDBG also, so we'll find out how his
salary gets paid. The other area is, quickly, I
heard Mr. Vila talk about his -- I guess his current
operation and -- and hils concern about timely

(s
deposits. is that something not that the Accounts
Division could be considered as -- as -- as the area
to take care of all these timely deposits to be
placed in -- in the appropriate accounts?

MR. VILA: If they weie properly trained to renew motor
vehicle registration --

CHATIR HOKAMA: No, just the deposit of the money. Not to
do the -- any notor vehicle --

MR. VILA: Right. Actually, before we deposit the money,
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we have to verify and screen those records to make
sure that it mectg. A lot of times the registration
regquest renewal has to be sent back because of
certain deficiencies. And if we have to decide -- I
don't think we can deposit it i1f we're not going to
register that vehicle right then and there. But
those that are screened, we've recently put in a

batch renewal system --

CHAIR HOKAMA: Uh-huh.

MR. VILA: -- that allows us to process both renewals
pretty quickly. But the problem is the actual
opening screening of the proper screening of those
documents, which is a - a position specific for
that.

CHATIR HOKAMA: Okay. You know on page 7-16, Mr. Vila,

it's -- it's the breakdown of our Financial
Services, which is now a combination of the old Real
Property as well as Motor Vehicle Relicensing that
Council has supported. Your 2003 appropriations for
63 bodies. Your 2004 request is for 64 bodies and
11 expansion. Help me understand what is that one
position between the 63 and 64, please. Refresh my

recollection.

MR. REGAN: Mr. Vila has deferred that answer to me. And

I'm -- to be zabsolutely honest with you, I'm not too
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sure why there's a difference in that one position
there, Mr. Chairman.

HOKAMA: Okay. If you can help us get one -- a
handle on that, Mr. Director, we would appreciate

that.

6 MR. REGAN: Sure, absolutely.

7 CHAIR
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HOKAMA: Other than that, again, I would just say to
you, Mr. Director and -- and Budget Director, while
we appreciate the efforts of this Administration to
look at streamlining and -- and reducing financial
requirements, operation monies is the key account
for our people to provide the level of service that
our community either demands or has been -- become
accustomed to.

And while we are not taking into account,
unless you can show me, inflation, these 5 percent
to 8 percent in Admin and Account Programs and
Purchasing Programs, there comes a point where we
will need to make a determination whether or not it
is, while being frugal on one part, unfair to the
recipient oi our services, as well as to those of
our employees that need to provide those services.

So I wiil be looking at working with you to
insure that whatever decreases in operations occur,
it does not, one, reduce the ability of service to
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the community, and second, c¢ontinues to allow our
employees the ability to perform without overtaxing
their ability to serve also.

So, Members, while we are not quite able to
finish up, we -- the big one was the expansion
program of 11 positions, which, Mr. Vila, you did a

very good job --

MR. VILA: Thank vyou.

CHAIR HOKAMA: ~-- as well as also sharing some comments

from the Director regarding Real Property Tax
expansion. The Chair will work with the Director on
rescheduling and allowing him to come back for
additional discussion and -- and questions with the
Committee. But as far as that is concerned, its
been a good day, 1ts been a long day, so I thank
you. Any final comments or announcements from the

Members? Ms. Johnson?

COUNCILMEMBER JOHNS3ON: I just had one request and that

would be, it's helpful for me when you're looking at
the positions that you're funding to have a
comparison between other jurisdictions. Like if you
looked at, maybe they're not exactly structured like
ours, but City and County, how are they structured,
1f you loockeda at Department of Motor Vehicles, vou
looked at their finance department, and then be able
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to just give us a comparison based on number of
people served.

I -- I'm looking at the efficiency, that
quotient, but I'm also looking at how are other
reople managing and what's the level of service that
they're delivering. If you have very few complaints
generated in those other areas and they serve a
similar grouping of consumers or, you know,
constituents, what I'm looking at is how are we in
comparison to that.

So if y¢u can give us any kind of idea next
time, I think it would be real helpful, from my
perspective anyway, to say, well, if you're
justifyving it on the basis that you serve X number
of people per day, per person, and that's now spread
between, let's say, a consolidated department, but
it would have b=en verformed, let's say, by a -- vyou
know, two dlifferent departments before, that's
really helpful for me because then I can look at it

from a comparative standpoint.

MR. VILA: I have some stats now, if you'd like to hear

it.

CHAIR HOKAMA: We will have that transmitted to the

Members, Mr. Vila.

COUNCILMEMBER JOHNSON: Thank you very much.
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CHAIR HOKAMA: Okay . Thank you. Any further
announcements py the members?

COUNCILMEMBER PONTANILLA: I got one qguestion.

CHATIR HOKAMA: Mr. Pontanilla.

COUNCILMEMBER PONTANILLA: Yeah, this is for, I guess,
Mr. Vila. 8Since you'xre responsible for the service
centers, have yvou ever created a comment card, in
other words, vou know, asking our customers out
there, you know, what they need -- you know, what
they want imprcved, you know, things like that?

MR. VILA: Actually, the previous -- not this, but the
couple of administrations ago, they looked at
developing commnent cards. And I believe they even
put up boxes at the lobby for Motor Vehicle, as well
as Licensing as drop boxes. And to put it -- I

guess the results were it accumulated a lot of opala

in there.
I think the best source -- one of the best
source would be -- you know, comments that are

coming in. We're making ourselves a lot more
accessible tTo the public in various ways via e-mail.
We have an automated attendant that provides
information 24 hours a day. We now have voice mail.
The Mayor's Office has a tracking system to respond
to those comments. In our -- our recent meeting,
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Mr. Regan just advised us that we are to document

and respond to oral complaints,

as well as written complaints.

So I think it would be

help provided those a lot of times are taken in
concert as far as comments.

previous industry where comment cards were very

useful tools in improving --

COUNCILMEMBER PONTANILLA: Uh-huh.

MR. VILA: -- your levels of service.

follow up on those,

it probably would

I've come from a

And, you know,

-- I think it could be something worth looking

into, but I dorn't know who would be putting that

forth.

COUNCILMEMBER PONTANILLA: Yeah, at

so I

at least we would

know, you know, what the people are saying about,

you know, our service that we provide.
like you mentioned, you Know, we can improve in

efficiency and, you know,

complaints, I guess.

MR. REGAN: Yeah, and, Councilman,

cut down customer

just to interject,

You know,

one

of my goals as Director of this department is to in

fact go through and do an analysis as to how

effective we are 1in serxvicing both our internal and

our external customers.

and we've discussed it

in our

in the staff
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meetings that I've held with my administrators, that
that's the -- the direction that I -- I would like
to take. So it is definitely something that I'm
looking at sericusly in terms of doing -- performing
surveys to get an idea of how we stack up with the
community so --

COUNCILMEMBER PONTANILLA: Thank you.

CHAIR HOKAMA: Okay. Thank you. No further
announcements? Mr. Director, any closing comments?
Mr. Vila? Mr. Yoshimi?

MR. REGAN: No -- no -- no comments. But just thank you
for hearing us out today, and I look forward to our
next meeting.

CHAIR HOKAMA: Thank you. Budget Director, any closing
comments?

MR. AGSALOG: No comment, Mr. Chairman. Just I want to
thank you for »nearing with us, you know, this is our
first time on this budget. And I know it's not a
perfect budget, but we can work together, and I will
be looking for your guidance too.

CHAIR HOKAMA: Thank you, Mr. Agsalog. Yes, Mr. Vila?

MR. VILA: Thank vyou, Mr. Chair. I had one closing
comment before the end -- we close. I'd like to
personally thank all of the Council Members from --
that has been here that got reelected. And,
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Mr. Pontanilla, glad to meet you. But thank you for
the support vou've given in putting that service
center together. Without you, we could not have --
we can't -- couldn't have been where we're at

today. And we want to make it better. And it was a
long hard haul for the employees, but I think we're
going to try to make it work.

HOKAMA : Thank you, Mr. Vila. Okay. Members,
Staff, any dquestions for clarification? Seeing

none, this meeting is adjourned. (Gavel.)

ADJOURN: 5:11 p.m.
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